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Definition of Context-Sensitive Help (CSH)

= Ideally:
Direct access to Help that is focused
on the user’s current needs

® In practice:
this means Help is based on the user’s
current location, focus, and state
within a software system
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Why is CSH important?

= Research has shown that guidance
with context is more effective than
guidance without context *

* Antonio Capobianco, LORIA, 2003

Matthew Ellison
Consulting

What we’ll look at today

Established forms of CSH in Windows

User-centred design goals

The kind of information we should
provide within CSH

Possible CSH architectures

= Some guidelines on contextual Help

Matthew Ellison
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This session does not cover

= Map IDs, header files, APIs, and how
to implement context-sensitive Help

® (Let the programmers worry about
those issues!)

Matthew Ellison
Consulting

Established forms of CSH in Windows

Keyboard shortcuts:

¢ F1 displays Help on current window/dialog

e Shift F1 — changes to What's This? Help mode

= Windows 95:
trend away from screen-based Help to only
What's This? Help

= 2000 onwards:
trend away from What's This? Help to only
screen-based Help

= Recent trend:

embedded/contextual Help

Matthew Ellison
Consulting
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Dialog Help trends: Windows 3.1

nt Shop Pro Help

File Edit Bookmark Options Help

Qontenls| Index | Find | | Ets | ¥ | Exit |
% | Creating Image Files
Capture Setup X Overview ¥ Blonk ¥ Duplicate ¥ Capture {_TwAIN Y Kodak
Capture Activate capture using Optlions Capturing Images From the Screen
" Area " Right mouse click I Inchude cuisor The Screen Capture Function lets you copy all or par of your
™ Eull screen  Hot key ™ Mulliple captures computer screen into Paint Shop Pro. Images captured from the
) screen are commonly called "screen snaps”.
" Client area
+ Window & Delay timer Example_ ) .
~ Ok . All ofthe pictures of Paint Shop Pro's features that appear in this
Lz 4 o seconds help file were created using the Screen Capture Function
Creating Screen Captures
0K | Capture Mow ‘ Cancel You hawe to setup the Screen Capture Function before yvou use
it

= Setting Up a Screen Capture
= Performing a Screen Capture

Matthew Ellison
Consulting

Dialog Help trends: Windows 95

Display Properties

Themes | Desktop | Screen Saver | Appearance | Settings |

A theme iz a background plus a zet of sounds, icong, and other elements
to help you perzonalize your computer with one click.

Theme:

Modiied Theme Delete
[nd (. k -

Listz the available desktop themes. A desktop theme
deteimines the overall appearance of your desktop by
providing a predefined zet of icons, fonts, colors, mouse
painters, zounds, backaground picture, screen saver, and other
window elements.

ThumkFa ThinkCenire

%]

If you modify a predefined theme by changing any individual
feature of the theme, it automatically becomes a custom theme.

Matthew Ellison
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Dialog Help trends: Windows 2000 —

You are here: User Interface Elements - How to Use Each

% Font it E: 1 One > Editing Font Properties
Editing Font Properties
Font Fonk: Size:
.
[tverdana | Cpic] [13pt You can affect the look and behavior of text in your content in
Advanced e various ways. These settings can be applied locally (directly)
(default] A E;;‘;‘U a to the text or to the character style used for the text.
(asis) | |ept Modifying the style is typically preferable to changing the
7pt settings locally.
[Cursive) Comic Sans MS Spt
(Fartasy] ALEERIAN ?E;t =
[Monaspace] Courier New gﬂt Best Practice: Use styles instead of local formatting.
(SansSeri) Microsoft Sans Sed b
(Seil) Times New Roman. V| |18t v
Colors: Effects: Following are some of the more comman ways that you can
Text: A - [ Underline [ Superseript edit font properties:
[ overline [ Subscript = Bold You can apply a bold weight to text. Perhaps the
Background: [ strikethraugh [ smallcaps easiest way to do this is to highlight the text and click
the Bokd button [Bl. However, you can also change the
Preview properties of a different tag so that it uses a bold
wieight. See Setting Bold Text.
The cute red cat in the hat
= Case You can change the case of text so that it is all
uppercase or all lowercase. You can also specify that
the first letter of each word in the selected content

should be capitalized, while the other letters are
lowercase. See Setting the Case of Text.

= Color of background You can set a background color
for text. See Setting the Background Color for Text.

Color of text You can select a color for text. See
Setting the Color for Text.

Font family You can select a font family (e.g., Arial,
Verdana) for text to change its look. See Setting the

Dialog Help trends: MS Office 2007

wences Mailings Review View

ndnote

Manage Sources nsert Table of Figures Insert Index =5 Insert T H
2 ‘ - e = Ribbon
otnote ~ [;.E Style: |APA - |2 Update Table I Update Index
Insert ) Insert Mark Mark
otes Citation - a1 Bibliography ~ Caption [ Cross-reference Entry Citation
(Fi Citations & Bibliography Captions Index Table of A

Insert Caption

Add a caption to a picture or other
image,

A caption is a line of text that
appears below an object to
describe it.

Super
Tooltip

For example: “Figure 7: Common
Figure 2: Fountain | Weather Patterns.”

(@) Press F1 for more help.

Top-level Help
menu

Matthew Ellison
Consulting
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What do we mean by context in a software
system?

= Window/screen/form/dialog?

® Tab within a dialog?

® Current field/control?

= QOther settings such as zoom level?
® Previous history?

= User role?

= Connectivity of PC?

Matthew Ellison
Consulting

Traditional CSH topics

= Descriptive, not procedural

= Based on current screen/dialog
» Overview of dialog including purpose

* How to access dialog
(only needed if CSH topic is available
using other Help navigation methods)

» Key concept(s)
o Description of each/every field and control
e Links to related procedures

Matthew Ellison
Consulting
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Example: RoboHelp X5

|>

Font Sets dialog

To access this dislog: From the Format menu, select Font Sets. }Access

Use this dialog to view a list of all font sets in the current project, look

up the fonts assigned to an existing font set, create a new font set, } Overview

change an existing one, and remove font sets you do not need.

A font set is a collection of fonts (typefaces) that authors apply to topics
either through style sheets or character and paragraph formatting. The
purpose of the font set is to define the preferred (default) font that
should be used to display the output on the end user's system.

~Concept

For example, you can create a font set that lists Verdana as the first
font, and then lists (in order) Arial and San Serif as substitute fonts. If
your end users do not have Verdana on their systems, then the viewer
will attempt to use Arial and then San Serif.

Font Sets: Listz all font sets that are currently in your project. After
you click New, a new font set is added to the list and named "Untitled.”
While this name is selected, type in 3 new name for your font set and
press ENTER. Then click Modify and add the fonts you want to the font
set.

New: Creates a new font set for the project. > Controls
Modify: Modifies an existing font set.

Delete: Deletes a font set from the project.

Fonts Included: Describes all fonts that belong to a highlighted font

=et.
| —| -Related  patthew Ellison
Related Topics| }Procedures Consulting

User-centred design

= Users:
typically do not consult Help ahead of time

are engaged in a task when they need
assistance

will only use Help if there is “scent of
information”

want to minimise interruption to the task

= Goal: Keep the user in the task flow

Matthew Ellison
Consulting
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What to include in a CSH landing page?

= Reference information?
Procedural instructions?
Mix of both?

Complex (unstructured)?
How comprehensive?

Help = Answers to questions

¢ We need to know what the questions will
be

Matthew Ellison
Consulting

Typical user questions when selecting CSH

= What is this screen for?
= What do I need to enter in this field?

= Why do I need to provide this
information?

= What does xxx mean?

" HowdoI...?

(Perhaps less common than when user
is searching Help or using the index)

Matthew Ellison
Consulting
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Usual CSH Workflow

® One to One or Many to One

Application Map #1 , Help
Control #1 Topic A

Application
Control #2

Application Map #3 , Help
Control #3 Topic B

Matthew Ellison
Consulting

Potential CSH Workflow

® One to Many
(a keyword-based approach)

Application > Help
Control #1 Topic A
Bt L

Application Help
Control #2 > Topic B
\_/
Application Help
Control #3 =w

Matthew Ellison
Consulting
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A possible CSH strategy

Effect | Timing|

Enhancements X . .
» Custom animations in
Sound: | [Mo Sound] \E eneral
After animation: |Du:|n't Dirn w | * How to make 1st level
Animate text: | Allat once v| bullets reveal one by one

LB

» The controls in this \

dialog box

» How to create a default

animation effect for all
slides

%

| | 1need help with.. ]

o4 ] l Zancel

Matthew Ellison
Consulting

A common strategy:

Link to dialog overview (Canon PhotoRecord)

Change Page Artwork X
Baby | Beach Bithdaps |Buge | Cards | Chidren| Cresfl o AT L]
ﬁ‘b Help Topics Options
b (e About the Change Page Artwork dialog box &
| L=
& | The Change Page Artwork dialog box changes the style - thatis, the page background and
| frame style - of one or more pages of your album You can also change the color of individual
Previews the available artwork pages or all pages
Scrall up and down the window to view available
arbwork in the selected category. Background—
Click a tah above to display available artwark
in anather categary . Fhoto Frame
Background
N7l e o More P. g — Photo Frame
,%{m}@@ || €= availath
ot . X R Topics Found
E;“’""g P ?_W‘y Propetties This tab has 2 nUM ok a topic, then cick Display. Each tab displays
ecommended colors " All pages a number of styles _ _ can select
el Ifthere are more siy | About Chanaging Colors
About Phato Layout Options
" Pages: |’ the tab scralls to th o change a photo frame Related
3 To change a text frame
Enter page num Related Topics 7o change page attwerk, 3
Choose... commas. For e proced ures o)
Default Change my photo frames to
[eee ™ netch
ptthew Ellison
— =] == || Consulting

Copyright © 2009
Matthew Ellison Consulting

10



User-centred Design of Context-sensitive Help

Another common strategy:

Link to procedural info (Jasc Paint Shop Pro)

&l Layer Properties

100%

General ‘ Blend Ranges|

X .

Sl Hid=

— o Corterts [ Indew | Seach| F 4 ¢

! @ Drawing and editing object

E? Paint Shop Pro Help

T & O

Print  Options

@ Gelling o know the progra
@ Gelling images into Paint 5
@ Improving photographs
@ warking with calours and 1
@ Ediing images

@ Making selections in image
@ Making colour and tonal £
@ Painlting

@ Working with lapers
@ Working with masks
@ Working with test
@ “pplying effects

@ Cieating images for the e

Mame: ‘F\aster 1

@ Piinting images
@ Automating tasks

P

Related

EIBX

Editing Layer Properties

Layer properties are everything you see on the Layer palette: the
name, layer grouping and linking, layer opacity. blending,
transparency protection, and layer icon highlight colours.

To change properties:

= Choose Layers = Properties to open the Layer
Properties dialog.

= Double-click a layer name to display the Layer Properties
dialog.

= Make changes in the right panel of the Layer palette.

Mote: For information about editing an adjustment layer, see
Editing an Adjustment Layer.

Ways to edit layer properties:

Renaming Layers

L Showing and Hiding Layers. Groups. and Vector Objects

Grouping Layers

Linking Layers and Layer Groups

Changing Opacity of Layers

>

-

DOpacity: LI Layer iz visible

[ Lock ¥ " e N
ket [1 29 specific (
] Highlight in layer palette: \.\p roced U reS ]

/\ )

[—]DK [%ﬁ:an / - )
AN
v

Matthew Ellison
Consulting

Do users really want procedures from CSH?

® Compare the CSH for MadCap Flare
versions 3 and 4

= Information type was changed from
reference to procedural, apparently in
response to requests from customers

Matthew Ellison
Consulting
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Example: Insert Table dialog

& Insert Table

M Outer Borders

Borders Left: [not set) i ‘ CS H bUtton
Right: [not set] =
io
Top: [not set] il
Finttam fnrt zeh -

Zell Border Collapse

() Collapse cell borders

LT ]

() Do not collapse cell borders

Question:
Which of these
options should |

SEEE Matthew Ellison
- Consulting

Flare 3: Reference topic

£ Dynamic Help
Qo FLE = 2 | B e o gt

You are here: User Interface Elements - How to Use
Esch One > Insert Table Dialog

Insert Table Dialog

More INTermation, see ADOUL | JDIES.

9=0E3]

< For

B How to open this dialog:

Basic tab

Use this tab to make simple changes such as the
number of calumns and rows, AutoFit behaviar, table
alignment, table caption, and table style sheet
associated with the table (if any).

Borders tab

Use this tab to set the outer barders, cell padding,
and cell border settings for a table.

| buttons and sections:

3} Explain the individual buttons and sections:

an Liego, Calmormia 92121
Tollfree 1-888-MadCap1
Tel 858-320-0387

Fax 858-320-0338
info@madcapsoftware.com

Matthew Ellison
Consulting
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Flare 3: Reference topic expanded

© Dynamic Help Ex
Qo EE o 2 B oy o
Use this tab to set the outer borders, cell padding, =

and cell border settings for a table.

Explain the individual buttons and sections:

Button/ Section Description

‘Outer Borders | Click in any of the individual
fields (Left, Right, Top,
Bottom) to specify the settings
for the table border. If you click
the down arrow to the right of
all the fields, the settings will be
applied to all of border fields.
when you click that down arraw
or in one of the individual fields,
a small popup window displays.
Use the lower-left area of the
popup windovs ta enter a
number for the thickness of the
border. Use the lower-middle
area to select a unit of
measurement (e.g., point, pixel,

rantimatar) far tha numi

Answer to
question

Cell Border Select whether you want to /|
Collapse collapse the cell borders in the
table. If you collapse the cell
borders, the row and cell
borders of a table are joined in
a single border. If you do not
collapse the cell borders, the

row and cell borders of a table Matthew Ellison
are detached. Consulting

Flare 4: same Insert Table dialog

& Insert Table

M Outer Borders

Borders Left: [not set) -
Right: [not set] - }EI
Top: [not set] -
Finttam fnrt zeh -

Zell Border Collapse

() Collapse cell borders

LT ]

() Do not collapse cell borders

Same Question:
Which of these
options should |
SEEE Matthew Ellison

- Consulting

Copyright © 2009
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: Procedural topic

s < L = -
- Inserting Tables Into Topics
You are here: User Interface Elements - How to = . . .
Use Each One > Inserting Tables into Topics A table can easily be |nser‘Fed into & topic for various
purposes, such as comparing elements or providing
Inserting Tables Into Topics descriptions. When you insert a table, you can do the
Atable can easily be inserted into a topic for various following:
purposes, such as comparing elements or providing
descriptions. Vhen you insert a table, you can do the = Add a table caption
following:
« Add a table caption = Associate a style with the table (to determine

its look and feel)

= Associate a style with the table (to determine

its look and feel) . .
= Set the width using AutoFit behaviors
= Set the width using AutoFit behaviors

= See a preview of the table » See a preview of the table

How to insert a table into a topic

How to insert a table into a topic
1. Open a topic.

2. In the XML Editor, place your cursor in the 1. Cpen a topic.
topic where you want to add the table.
3. Select TablesInserts>Table, The sert Already 2. In the XML Editor, place your cursor in the
Table dialog opens. topic where you want to add the table.
4. Select the Basic tab and modify the optians as com Ieted -
necessary. p 3. Select Table>Insert>Table. The Insert
Table Size: Table dialog opens.
= Mumber of columns Enter the number 4. %elect the Basic tab and modify the options as
of columns for the table.
necessary.
= Number of rows Enter the number of
rows for the table. Table Size:

= Number of header rows Enter the
:umﬂbe’rffﬁeagif fﬁwify ﬁhﬂtiﬂ‘e' A S s Number of columns Enter the number
of columns for the table.

Flare 4: Procedural topic - scroll to answer

Bl B s 25
Bottom) to specify the settings for the
table border. If you click the down i |
arrow to the right of all the fields, the
settings will be applied to all of the
border fields. When you click the down
arrow or in one of the individual fields,
& small papup displays. Use the lover-
left area of the papup to enter a
number for the thickness of the border.
Use the lower-middle area to select a
unit of measurement (e.g., point, pixel,
centimeter) for the number you
entered. See About Units of
Measurement. Use the upper-right area
to select a color for the border. And
use the lower-right area to select a line
type (2.q., solid, double, dashed) for
the border. When you are finished, click

» Cell Border Collapse Select whether
you want to collapse the cell borders in
the table. If you collapse the cell
barders, the row and cell borders of a
table are joined in a single border. If
you do not collapse the cell borders,
the rowr and cell borders of a table are
detached.

The table is added to the topic. Now you can

click in any cells of the table and add content

(.9, text images, hyperlinks) 35 necessary.

You can also change the look and feel of the
table directly in the topic (see Local

Formatting). However, it is r d that Matthew E"ison
you change formatting in the table style rather R
Consulting

Same
answer to
question

than diractly in the tanic (see ahout Stvles and

Copyright © 2009
Matthew Ellison Consulting 14
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Link to broader procedural info (Captivate 4)

User could not possibly
require help on how to
Select speech agent: use th|S dla|Og

[kate

Speech Setting El

Help topic is
not specifically
designed for
this CSH link

[]Da nat shq

Adobe Help Viewer 2

Omml S I
* : .

AEETEy S e e Ueer e
header to select all the rows

To prevent slide notes from by’
the check mark.

DeSlgn Of Ilnk Add speech text to multiple slides
|mp||eS You can add speech text to multiple slides using the Speech Management
. dialog box. To add variety to the mowvie, you can choose different speech
broadenlng of agents for different slides. For example you could use a male voice and a
female voice for alternate slides.
knowledge = 0ihe Speach res ok f e Spcch Hanssermet disg b,

click Browse (...)

3. In the Slide Text To Audio dialog box, enter the text that you want
to convert to speech.

4, From the Speech Agent column, select a speech agent for the slide.

My own view on this issue

= CSH needs to provide quick and easy
answers to mid-task questions

= These questions are often reference-
based
e “What is this?”
e “What should I enter?”
e “Which should I select?”

= T question whether procedural topics
can be usefully re-used as CSH topics

Matthew Ellison
Consulting
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IBM’s Task support clusters

® Presented by Michael Hughes at
WritersUA Conference in Portland,
Oregon (March 2008)

= A micro-architecture for user
assistance

® Emphasis on CSH as
“front door” to Help

Antispam

ry, there is no Antispam data at thistime |4

Antivirus [O stopped 2

iy, there i ng Antivirus data at this time. ~ Matthew Ellison
P AR W Consulting

1. Identify context sensitive links

2. Design a task-support cluster :

* Self-contained group of topics that
support a specific task

Matthew Ellison
Consulting

Copyright © 2009
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Task Support Cluster

Application

= Entry point is
normally “Keystone
Concept” topic

= Entry point normally
from app (CSH) but

remeaconcerss  MAY be from TOC

" Breadcrumb and
mini-TOC links
Task | | Task| | Task (but no links to
| other clusters)

[Related references]

L Reference Matthew Ellison
Consulting

Related references]

Keystone Concept

® Provide critical conceptual information
 Tips, examples, principles, insights

® Provide just enough support to get the
user back on task

= Don't answer questions that users will
never have!

= Help the user to navigate to deeper,
relevant Help

Matthew Ellison
Consulting

Copyright © 2009
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Example of Keystone Concept topic

7 Home E? Proventia Network MFS Help
3 Configurati & B
[ ontispar] Hide  Back Pt Dptions
-[ antivirus| =
[ Firewall | Contents |indey | Search | Alerts 1
3 ntrusion 2@ Fundamertals
[ ey Welzome Use the Alerts page to view and manage alerts that the Pravertia Netwark MFS appliance has generated,
[ 1ssue, @ Support
‘33 Objects | | ® @ Configure the appliance Attention: If you click on “Clear current Alerts from event log” all alerts are immediately remaved. Itis 3 good practice te generate
[ pynar |2 @ Monior vy a new log file from the current alerts before clearing them fram the event log. That way, you have a record you can refer to
[ netw = (1 View alets andlogs
2] Risk levels
[ ssLv
0 @ Taske
Qo0s ) @ View status The Alerts page categorizes alerts by risk level according to the following crieria:
g SSLYPN | 5 @ Maintain the appliance.
System | | s @ Page snd tsb deseipii ==
13 s @ Page ond b descipion Level | Description
[ bHeR, High Security issues that allow immediate remote or local access, or immediate execution of code or commands, with
[ High unauthorized privileges
(3 Netw Examples: Most buffer overflows, back doors, default or no password, and bypassing security an firewalls or other
7 Notifi network components
[ pass
[ servi Medium | Security issues that have the potential of granting access o allawing code execution by means of complex or lengthy
[ sitep exploit procedares, or low risk issues applied to majar Internet components.
[ 7ime Examples: Cross-site soripting, man-in-the-middle attacks, 5L injection, denial of servics of major applications, and
23 web Fil denial of service resulting in system information disclosure (such as core files).
-[] web
0 web Low | Security issues that deny service or provide non-system information that could be used to formulate structured attacks
23 Logs on a target, but not directly gain unauthorized access
. Examples: Brute force attacks, nan-system information disclosure (configurations, paths, ete.), and denial of service
[ system attacks
(3 Maintenang
3 status
1 antispa Tips
3 Antivirus
3 Firewall « Click the name of an alert to see a detailed description of that alert
1 Intrusio o Click the @ icon next to an slert name to read a description written by the [BM 1S X-Force team of threat researchers
o click the © icon next to an antivirus slert to see detailed analysis data sbout that virus
I
Related tasks
viewing alerts
Gererating new loa files from alerts
Clearing current alerts from the event Iog
< |5 || Viewing and managing log files =
= = v

How do we treat CSH as part of main Help?

= Searchable?
® Include in Index?

® Include in TOC?
e If so, where?
» Grouped with relevant task-based topics?
¢ In special UI reference section?

= Perhaps it doesn't really matter

Matthew Ellison
Consulting
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Contextual Help

= Additional information that
supplements/supports the main UI

= Assistance that is displayed in a pop-
up window or beside some key fields

= Answers common questions without

requiring users to leave the application
UI

= Favoured by web applications

Matthew Ellison
Consulting

Options for displaying contextual Help

= “Inline” Help

= Expanding/drop-down text

® Dedicated embedded window
= Pop-up window

“Help may in fact be a great example of
an appropriate pop-up: the text should
definitely be short and it is best to be
able to see the help without changing or
obscuring the original context”

Jakob Nielsen

Matthew Ellison
Consulting

Copyright © 2009
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Inline Help example: MailWasher Pro

firet
MAIL@ASHEF‘ §|0
Friends List | Blacklist | Fiters | &
Any meszage received from a checked email address in this
list will be automatically marked az legitimate.

“h
© add ¢ Edt @ Delste
= Import ﬁ Options &) Help
]

oftwa

oftware. com
et

ndseniEiress
Tnetdirect
Belisonconsulting. com
Imessagelabs.com
.antivehotels. com
Beoncisedoc. co.uk
estii.com
“wRec-software. com
sfirstgroup.com

Matthew Ellison

Consulting

Inline Help: Guidelines from Sun

Scope of the Recommended
Inline Help Length

An entire page of an | One to three short
application sentences

A page section that is | One short sentence
titled or otherwise
visually separated

A single entry field One short sentence or,
preferably, one phrase

Matthew Ellison
Consulting

Copyright © 2009
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Pop-up example: BBC

) hitp:fwww. bbe.co.uk - What i... [2|[E] 5]

What is a member name?

“four member name is the name that other
the interactive culture magazine bbc.co.uk members will see on their
screens, when you post messages on the
bbe.co.uk message boards or enter the
bbe.co.uk chat rooms. So it's best to keep it
short, memorable and inoffensive. Try and
create a member name that best reflects

wour personality,

I} Step 1 of 4 - Choose and secure yo| : N
It is also the name we'll address you with

when vou're using bbc.co.uk or when we

email you.

Identity &
security

-é’uick tip Create a memorable name thatyou're happ

Need help creating your member
name?

Shortcut keys Make u b

[ TNy ——
To jump from one 2.3, supermatt

text box to the nesxt, |:T = ik cpens in @ new popup ] D0 Sreate a mermnber name that is:

wau can use the TAR
key as well as your ® 6 to 20 characters - letters or
(e numbers w

To go back, press ) Done =
the SHIFT and TAB Think of a password - I;l

keys together.

To make sure, type it again - I:|
What is a password Must be 7 or mars characters

Pop-up example: Amazon

——  Get FREE One-Day Delivery on This Order with Amazon Prime™

“fou are eligible to receive a Free one-month trial of Amazon Prime - Amazon's exclusive
membership program that gives you and up to four of your household family members the benefits of
unlimited One-Day Delivery on eligibls Amazon.co.uk purchases. CONFIRM
AMAZON PRIME - FAST, FREE, NO-HASSLE DELIVERY Learn rmore

Place your order before the deadline displayed on the itemn detail page to get:

Unlimited FREE One-Day Delivery on over a million eligible iterns

Express Delivery (delivery before 1pm) for £4.49 per item

Evening Delivery for £7.49 per item (London and Birmingham addresses)

No Minimum Purchase - Mo need to think shout delivery charges when you order.

ENJOY IT FOR ONE MONTH - FREE ft-

» The one-rmonth trial is cormpletely free for you to enjoy Pl =
> There's no obligation to continue beyond the trial period. You can cancel your membership Aceyourorce

through Your Account at any time during your Free Trial and you will not be charged the £49

annusl fes
UPGRADE YOUR ORDER INSTANTLY [ ELTTLEIR
> We will upgrade your entire order to dispatch via One-Day Delivery, the moment you
P v v ¥ i ¥ L.uk Order Summary
sign up
------------------------------------------------------------------------------------------------------ £2.54
click the button below to start your one-month Free Trial -- you won't be charged now. If you want to ing: £1.24
continue after your Free Trial, de nathing, Your benefits will autamatically cantinue and we'll charge your
payrnent methad (MasterCard/EuraCard**#-02442) £49 for the next year, If you prefer, you can select "da T £32.78
not upgade” in the Manage Your Prime Account section of Your Account and your payment raethod won't be £0.66

charged. If you continue, we'll charge your payment method annually thereafter for your full members
unless you select "do not auto renew’, You can always request a refund of the most recent chay
benafits haven't been used in the new term. If we're unable to charge the payment method gove for sithar
the first year or an annual renewal, ue'll charge another payment methad we have on file fff you, You can

manage your full membership, induding payment methad and renewal setting through Youkgecount.

r Total: £4.44
falify for free Super Saver

r promotional claim
rnore)
ere (one at a time):

-click ardering using my default Amazon Prime settings
Upgrade my order and start my Free Trial now

Start my Free Trial

(Apply )
pthod:

Mo thanks

uroCard

Copyright © 2009
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Contextual Help in desktop applications:

Windows XP

e it P L B S T e
| Type the address of the Web site, FTF' zite, ar netwaork, location that this shu:urtv:;’
I’

‘-p |nternet or network, address:

T': || V| [ Erowse;
¢ N

i\-} Examples:

3 \iserverishare (shared Folder)

L. http: ffwebserverfshare (Web Share) ‘
;‘; ftp: /{Ftp.microsoft.com  (FTP site)

.
e

EENUF SRS R R S r“;

Matthew Ellison
Consulting

Contextual Help in desktop applications:
QuickBooks 2008

MS HTML

E? QuickBooks Help Help Viewer

o e &

Hide Back Frint

3

Wfsuéé}"cﬂé Setting up VAT when you =1
- 1 create a company file

Fao

fy’
paying the 3
U, 5

Type in the keyword to find:
If you select Yes here, enter

|| ‘ your VAT Registration number

and QuickBooks sets up all the

information you need to track
and remit WAT. You can also

accountants enter this number later, in the

Teports for Company Information window.

warking with The onl

whiete dio T Find
this inFormation?

b thing you need to do
finding one near you later is B enter vour VAT

help from your accountant pavment schedule.
sharing files with

Help topic is

tasks they perform If you den't have this t f "
accounts information, contact HM

adding Revenue & Customs. no SpeCI ICa y

and items i

for tracking WaT deSIgned tO

list [chart] of X .
accounts [managing) Can't find the help vou answer th IS

bank accounts need? Try these other .

change opening balance resources. q uestlon

change start date = Did this Help topic — |

deleting

- give you the
editing

nformguonves ] Matthew Ellison

hiding and showing e

Display - R L, " ConSu|tIng

Copyright © 2009
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Contextual Help in desktop applications:

QuickBooks 2008

J 1

Uncategorised Tax Amounts

Box 9 Takal net value of acquisitions ko okher cC e o oali

0.00
0,00 L
-

Eefore you file

Do you need to make an adjustment?

Lse the adjust button if you need fo increa:
| adjust ¥AT Return... @ed tomake 2 VAT adjustrent?

Do you want to print pour VAT return?

ou can prink your YAT reburn now or prink

You owe YAT of £0.00 to HMRC VA?.

1
Help Entry point #1 ‘

—

Help Entry point #2 ‘
5

ITONVTE 5 n..nr

[ Brink AT Rsturr, . I Tall re more about printineg mey YAT raturn
*\
File wAT Return l[ Cancel m Help l )
N
',.i’ —— "-\J Help Entry point #3 ‘
v Matthew Ellison
Consulting

Help Entry point #1

E? QuickBooks Help

o - &

Hide Back Print

Index | Search

Search Results
Ask 3 quastion =.3.
fvat company ricJN “ €5
Powered by Vantage Answerllc

™ Show all resuls

“hew do | resst my checl

10 topics displayed. ke’

Entering an opening balance for
WAT liability (what yvou owe)

Pay VAT or receive refund
Setting up VAT

Adjusting the VAT you owe
Adding a VAT agency (supplier)
How do | delete a filed VAT

irease ur Uecrease Uie VAT anounls, -

When do T necd to male @ VAT adiustment? 48

Answers the
question

return? __

=

You will need to make an adjustment to yvour VAT liability (what vou owe) if any
of the following has occurred:

Reasons for adjusting your VAT liability (what you owe)

= You received a credit because you overpaid your previous VAT payment.

= Your VAT agency charged a fine, penalty, or interest because you made a
late payment, didn't file on time, or did not pay your VAT.
Link to

related
procedure

w" If you only need to change the VAT on a particular sale or
Change WAT on a transaction instead.

See also
» Adjusting your VAT liability {what vou owe)

@ Can't find the help vou need? Try these other resources.

¢=1 Did this Help topic give you the information you needed?

Yes m

Requires an Internet connection.

<

Copyright © 2009
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Design of Context-sensitive Help

Help Entry point #2

~print after you file your YAT return,
Tell me mare about prinking ey YT returm

Answers the

-

0 <=

Hide Back Print

| Index | Search |

Search Results

Ask 3 question =.3. "how do | resst my checl

Fyas

Powered by Vantage Answerilc
™ Show all results

10 topics displayed. &)

Entering an opening balance for
VAT liability (what yvou owe)

Pay VAT or receive refund

domain-based
“question”

=7

About printing your QuickBooks VAT return

When you file 8 WAT return in QuickBooks, you can print a copy of the
QuickBooks return for your records. You can also use the printout to help you fill
out the personalised return that your VAT agency sent to you.

Important: Do not post the printed return to HMRC. You must fill in and return
the personalised form which they sent to you, or use their online service.

Matthew Ellison
Consulting

Help Entry point #3

Help .
E? QuickBooks Help
&
Hide Back Print
———— T 7 - —
Index | Search For information about installments, EC VAT, and other special filing situations, ses Y
e e e e Special VAT situations.
‘ 6. Click File VAT Return.
‘ 7. (Optienal) Print a copy of the QuickBeoks VAT return for your own recerds.
. B 8. Next:
e pemissians
? = B If vou owe money
Includes » @ f you have a refund
d h t = @ what if my amount due is £07
gu' ance on wna ] Part B - Send VAT return to agency
tO dO after  Use the return you printed from QuickBooks to help you fill out the personalised VAT
return you received from the VAT agency.
Com Ietin the = If you owe a VAT payment to the agency, don't forget to include the payment when you
p g mail your VAT return.
d|alog ¢ If you want to check the VAT transactions or add memos to them, you can view and edit
e chart of ac * them in the VAT Liability account register.
managing, See accounts managic E———
papable. See accounts payable
pre-filed accounts = Changing vour VAT pavment schedule |
eceivable. See accounts receivat = Troubleshooting VAT problems
Troubleshooting VAT problems
types. See accounts (pes of) %
Display
[j Can'tfind the help you need? Try these other resources. =
=

Copyright © 2009
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Contextual Help in desktop applications:

MadCap Flare 4

/ﬂj MyWebHelp x]fg?f Adding Mark of the Web ]/9 overyiew_3.htm B
Target Editor | <3 Build &'’ view 5§ Publish

|3

-

Basic Cubput Cptions

Conditional Text [ tnisert Mark of the web  (quick help)

[] Use lowercase filenames

‘ariables i
[] replace reserved characters with underscores in filenames  (quick help)
Publishing [] oo not use "Content” Folder in output
Glossary Add DOCTYPE declz e this optian if you have used non-web-zale image formats [e.q.. WhF, EMF. BMP. TIF. TIFF,
Patch styleshest #PS, EXPS]in your project and want them to be converted to web-safe formats [e.g., GIF, JPEG,
Advanced AN SLYIESNEEt 3N P G) when you generate online autput, For print output types, the aniginal image file farmats will be

uzed when you generate output,
X

[ use custam file exte
Printed Qutput

Performance Generate resized copies of scaled images  |{quick help) N
[] =enerate "web-safe" images Matthew E||iSOI1
{quick help) consulting

Feedback Service

MadCap Software and Intuit

— a common CSH strategy

This control: ...displays this type of
information:

Main Help control step-by-step instructions on
the current task

=)

Hyperlink beside individual |answer to specific question
field

b
What arennnk shoold Trick? a0

————Ti

Matthew Ellison
Consulting
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Only add contextual Help where it is needed

—4 Enquiry Form}

Activate/Click a Help icon to open or close help.

Subject (required) @
Please selact a subject in the dropdown list.

Select a Subject -

Name (required) G
Please enter your full name in the textbox.

Email (required) @
Please enter your email address in the textbox.

Message (required) @
Please enter your message in the textbox.

Send Me Updates (optional) @
Check the bax if you want to receive updates.

scomitenauy Matthew Ellison
Consulting

Layered Contextual Help:

Linking to “Deeper” Help

= Contextual Help may not answer users’
specific questions

® Users may require:
* More detailed information
e Key concepts
¢ Step-by-step instructions

= Optional links within contextual Help
provide a solution

Matthew Ellison
Consulting
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Example: IBM Infopops

This wiew shows build problems and tasks (reminders) that are either
user-created or are automatically generated during building,

E views
[ Tasks View

® Help browser opens to
selected topic

= List of related links stays

in the left hand frame

Matthew Ellison
Consulting

Example: Flare's Quick Help

Cukput Cpkions '_'.?
! .
| [] Insert Mark of the Web (qﬁk help) 1
] use lowercase filenames r

-

|f thiz option iz enabled, the output will be generated with the Mark of the Web [MOTwW). Far more
_information, click the Help icon to the right.

X

Help Tapic | (0 0 ~ EINE |E

You are here: Features > WebHelp > Adding Mark of the Web

Adding Mark Of The Web

Mark of the Web (MOTW) is a comment added to the HTML markup for a web
page. When users open the web page from their local machine, Internet Explorer
references this comment to determine the security zone in which it should run the
page. This means you can deliver WebHelp or WebHelp Plus output without your

. online Help initially being blocked on the user's machine with this security
! message:

[ v Py B Tod L b Scrodislao B £ |

Copyright © 2009
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Future possibilities:

Procedural contextual Help

® Provides sequence in addition to
description and explanation

= Two possible implementations:

« Balloon Help
e Guided Help

Matthew Ellison
Consulting

Balloon Help in Snagit 9.2

-

Tet From window Remrd aaaaaa

L]

My Profiles

Input Output Effects

H.od.

4"

o Step 2: Click Capture
Scred
Click the Capture button ko take vour screenshal

Matthew Ellison
Consulting
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Guide Help

5

¥
H

i

._mw@gncumsq\tmg.cuml_‘\ 'A_______.L..,“_'_m_‘w

SHO Guide”

<

e i <

R

1
RoboHelp training course: M%i

Who is the RoboHelp training for? 4

This training course enables novice and interme
users of Adobe RoboHelp 7 to use the full rangef

ith confidence. No previous experiengd
ith RoboHelp is required—however, fa
indows operating system (2000 or la
prerequisite. 1‘

How will I benefit from this RoboHelp t§

ffter taking the training course, you will be aq

Publishe( e Adobe RoboHelp more efficiently and effact]
maximise the benefits of this powerful Help Al
Conferen stomized to your specific objectives, and pro SHO Player
for down =ating the best Help format to suit your user: (free to
Links required, training on earlier versions of Rcbc)—i distribute)
Matthe aining course duration
Consul :andard training Three days
wurse:
Question ustom training course: |QOne to three days, dep T~
Email: experience (s ®

Matthew Ellison
Consulting

® CSH may be the most frequent way that
users access Help

® You should plan your CSH strategy and write
dedicated CSH topics

= Focus on answering likely questions rather
than documenting the application

= Procedural CSH is becoming popular

= Contextual Help with links to regular Help
topics may be an effective strategy

= Work with UI developers on designing CSH
access and contextual Help

® Guided Help may be an effective way of
providing procedural assistance in context

Matthew Ellison
Consulting
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Please complete your
evaluation forms

{ AODC 20090
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